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In response to growing competition in the market, the Industrial and 
Commercial Bank of China (ICBC) has decided to launch the transformation of 
personal financial business (PFB) management, so as to achieve the grand goal of 
becoming “China's NO.1 retail bank”, as well as to upgrade the core competitiveness 
of PFB to an international level. In this process, the first and foremost issue is 
personal finance business process reengineering (PFBPR). 
However, the sustainable development of PFB has been hindered by ICBC’s 
long existing department-product-centered management system and business 
processes. As far as PFBPR is concerned, it possesses a series of highlights. Firstly, 
the BPR can breaks up not only the former irrational organizational structure, but 
also the backward management system. Secondly, it follows up the development 
strategy of building up “China's NO.1 retail bank”, abides by the operating 
principles of “market-oriented, customer-centered, benefit-targeted”, and finally 
contributes to the establishment of a wholly new and scientific organizational 
structure and management philosophy. Thirdly, it creates a new marketing 
management model of PFB, based on implementing PFB centralized management 
and foreground and background separation business procedure, strengthening 
outlets’ marketing ability, and improving customer service levels and business 
processing efficiency. 
The research objective of this thesis is ICBC’s PFBPR. Based on BPR theory 
and the practice of BPR of American banks, this thesis analyzes the existing 
problems of PFB process and the necessity of the reengineering, and focuses on 
ICBC’s PFB relevant organizations and business process reengineering. With these, 
the following conclusions are drawn. PFBPR does not exist in isolation, but 
accompanies the reform of PFB management system, along with the transformation 
of business culture concepts and the rebuilding of organizations. Relying on the 
gradual flattening reform of the institution, ICBC has shortened organizational chain 
and accelerated the operating efficiency. Therefore, with the reform of “professional 
management, systematic management”, ICBC has fulfilled the unity marketing and 















market-oriented businesses. And by building up foreground and background 
separation business system, the PFB marketing and accounting separation are 
achieved. In the operation and management of a branch, ICBC has carried out a 
hierarchical management of the network, conducted functional zoning reengineering, 
designed foreground and background separation about counter business operational 
processes, and increasingly put self-service banking facilities into use. At the same 
time, as for the marketing and customer service of PFB, ICBC defines unified view 
of individual customer, implements marketing ideas of tiered service, establishes a 
customer-centric personal high quality customer service system, provides customers 
with diversified business processing channels and differentiated personal financial 
services, meets the financial requirements of clients of various levels, and enhances 
the core business competitiveness. In the process of ICBC’s PFBPR, information 
technology has played a significant role, owing to the fact that information 
technology is an indispensable means to realize the PFBPR. 
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